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an ISO 9001:2015 and ISO 29990:2010
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Most companies and businesses recognize the importance of providing an
experience to customers that makes them stand out from others. Whether
in customer service or product quality, customer experience is one of the
major factors affecting customer’s decision to keep doing business with a
brand.
This 3-day training course is designed to provide participants with the
concepts and techniques of creating a customer centric culture and
coming up with a workable customer experience framework for their
respective organization. This course covers topic on measuring customer
service effectiveness, CX strategies, measuring CX initiatives, and
enhancing CX programs.

D u r a t i o n : 3 days
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By the end of the course, participants will be able to:
• Gain a comprehensive understanding of the concepts
and scope of customer service.
• Understand how to measure customer service
effectiveness to ensure long-term customer relations and
corporate growth.
• Identify ways of measuring customer experience
performance to analyse problems and come up with
recovery strategies and take corrective actions.

• Learn customer experience management to adapt to
changing consumer expectations and create an
awesome customer experience program
• Enhance customer experience practices and apply
best practices to continuously meet service
challenges and create a customer centric culture.
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Day One
•
•
•
•
•
•
•
•

•
•
•
•
•
•
•

Customer service definitions and terminologies
Understanding the customer’s problem
The current customer mindset
Top 10 reasons hindering CX improvement
The effect of improving CX
The secret sauce for CX effectiveness
Building an uplift service culture
Measuring customer service effectiveness

Steps to creating a great CX program
Identifying CX killers
Adapting to changing consumer expectations
Diagnosing your company’s CX problems
Core elements of a great CX
The role of empathy in CX
The brand proposition and CX

Day Two
•
•
•
•
•

Customer strategy definition
Creating a customer persona
Identifying employee personas
Business process versus customer journey
Mapping the customer journey

•
•
•
•
•
•
•
•
•
•

Understanding what constitutes a touchpoint
Creating a journey map
Foundations of experience design
Emotion-mapping your touchpoints
Digital customer experience
Auditing your website
Auditing your digital marketing initiatives
Setting digital metrics for improvement
Setting standards for the digital shopper experience
Examples of CX digitization

• Measuring your CX program’s performance
o Different types of measurements
o Turning your measurement into action
o Developing a CX dashboard tool
• Sustaining customer experience
• Customer experience improvement methods

Day Three
•
•
•
•
•
•
•

Definition of brand activation
Importance of brand activation
Activation versus experiential marketing
Creating and engaging brand activation program
Metrics for brand activation campaigns
Types of brand activation
Brand activation real examples
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N.B: This Proposal is subject to customization according to Clients ’ learning needs

The training course is designed to be interactive and participatory, and includes various
learning tools to enable the participants to operate effectively and efficiently in a
multifunctional environment. The course will use lectures and presentations, exercises,
experiential and exposure to real world problems and policy choices confronting
delegates.

During the program, we will stick to the 70/30 rule.
Where the trainees will be discussing, sharing, planning, practicing
70% of the time, while our facilitators will be delivering learning
chunks in the remaining 30%
discussing, sharing, planning, practicing

70%
30%

Which will guarantee
a longer attention span and thus higher retention of learning,
more application in business.

Boost
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Boost for Training and Consulting is a highly dynamic, competent, passionate, fast
growing learning & development organization providing inspirational, innovative &
experiential corporate training solutions, team building activities in addition to
professional & youth business events all empowered by qualified internal resources
as well as network of affiliated partners. Our solutions are fully customized and
designed based on the needs of our clients with the aim of achieving lasting results.
Boost was established in 2013 and has trained more than 50,000 participants from
junior staff to top executive management throughout the last 5 years.

Why Us?
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Interactive
Engaging Courses
Recognized
Certificates
Wide Range Of
Training Subjects

Global Training
Centers
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Internationally
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Advanced
Reporting System

In-House &
Customized Courses
Certified Instructors
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Habib Sabeh
Habib is a Lebanese trainer who has over eighteen years experience in Branding, Sales, Marketing Strategy, Consultancy, Management
Development, Media Marketing, PR, Event Management, Creative and Slogan Effects in Advertisements, Project Management and Finance. Habib is
fluent in three languages (Arabic, English and French).
A Beirut College University graduate in Marketing and Advertising, Habib began his career in 1991 as a Sales and Marketing Executive, but rapidly
gained promotion to a post as Marketing Manager for Dalbani Group in Beirut. In 1999, he was promoted to the position of Sales and Marketing
Director for an FMCG company. In this post he was responsible for developing a national awareness campaign to create a strong market for what
became a leading children’s consumer brand of chocolate. His debut in the UAE started as the Sales and Marketing Manager for Emirates Outdoor
Group, responsible of the company marketing activities. In this role he was responsible for sales executives, target achievements, daily sales report
meetings, team management, marketing and sales strategy, and key negotiations.
In 2006, Habib moved to Al Aqariya Media Group, in Dubai, to take on two roles as the Group Director of Sales and Marketing, and General
Manager of Al Dar international publication which successfully promoted and launched two magazines and one Arabic newspaper. In 2008 he left
these two posts for the position of Business Development Director of GMW (Global Media Works), the media arm of B E International (A leading
global Arab communications group founded in New York). In this role he was responsible for marketing and media for ten companies within the
group, including events, branding, exhibitions, PR, and real estate.
Habib has worked with many sector categories in his career including: the Automotive industry, FMCG and Personal Care, IT, Real Estate,
Investment, Travel and Tourism, and Media. This diversified portfolio of achievements ensures that he brings real life Middle East experiences to the
training courses that he delivers.
Habib has been involved in complex negotiation and sales situations, working with high profile companies such as Philips, DAMAC, Nakheel, Al
Qudra, Motorola, H2H, Mitsubishi, Cirque Du Soleil, Manpower, Al Waab City (Qatar), CBK (Kuwait) and RT (Russia Today TV channel in Russia. In his
Sales and Marketing, Negotiation Skills, Project Management and Finance training programs, he brings this expertise into the training room.
Personal Development
✓ Be a Better Listener – Active Listening Skills
✓ Developing Effective Interpersonal & Communication Skills
✓ Self & Time Management

✓
✓
✓

Assertiveness Skills
Creative Problem Solving and Decision Making
Planning and Organising

N.B: This Proposal is subject to customization according to Clients ’ learning needs
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Habib Sabeh
Having worked in commerce and business for over 18 years, Habib decided that he wished to put his skills to use in a different role, and
decided to move into training. In 2009 he joined Spearhead a very well reputed training company as a Senior Management Associate.
He enjoys developing individuals and believes that training provides him with the opportunity to use his experience to enhance the
careers of others. His aim is to help those attending his programs, to improve their business performance. As he says: “this is the key
objective of life”.
Habib wrote seven different management and sales educative books and translated another seven books form English to Arabic.
Habib is a Member Of the Project Management Institute (PMI) in the U.S.
Habib is able to deliver the following courses:
Management & Leadership
✓ Developing Management Skills
✓ Supervisory Management Skills – For 1st / 2nd Level Supervisors
✓ Leading High Performance Teams
✓ Strategic Thinking & Planning
✓ Change Management
✓ Your First Steps to Project Management
✓ Project Management Professional
✓ Time Management
✓ Risk Management
✓ Finance for The Non Financial Manger
✓ Developing Management Skills

Customer Service
✓ Customer Focused Management
✓ Etiquette For Excellent Customer Service
✓ Telephone Skills & Customer Care
Sales & Marketing
✓ Key Account Management
✓ FMCG Selling
✓ Essentials Of Marketing & Preparing An Effective Marketing Plan
✓ Strategic Marketing Workshop
✓ Improving Your Sales Skills
✓ Advanced Selling Skills
✓ Negotiation Skills
✓ Managing A Successful Sales Team
✓ Presentation Skills - Making A Powerful Impact On Any Audience
✓ Managing Your Media
✓ Dynamics Of Sales
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N.B: This Proposal is subject to customization according to Clients ’ learning needs

info@boostuae.com
Landline: + 971 2 449 6000 / +2 26720311
Fax: +971 244 96 777 / +2 26720317
The headquarter in Abu Dhabi UAE

Boost Training & Consulting

